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Requesting a Refund 


Who can request for a refund? The sender of the money. : KDE ule A a P The first step on Refunds Warkflow in SPARK is to 

i ask the buyer ifthey have reached outto the seller 
already. If the buyer claims that they have already 
tried reaching out to the seller, guide the customer 
in Filing a Dispute. 












What will happen if split payments are 
refunded? 





Item Not Received 
Significantly Not As Described 
Biling Errors 


Unauthorized Transactions 


Reasons for Refund that are 


covered by PayPal Money taken from the PayPal Balance will be 


refunded immediately to the PayPal Balance the 
moment the refund completed, while the portion 
taken from the Bank Account œ Card will followthe 
























z Ash the customer to contact the seller 












Preis Teo N Se an Peet aay ee ge refund timeframe for the specific funding source. 
° Reach out to the seller/receiver 7 0 Contacad he Seler 
first, unless it is something z What about refunded PayPal Courtesy 
: m i ? 
How can acustomer request for a unauthorized. : Credit Vouchers? 
3 : = i ; ah to Opes a Dispur 
refund? Ifreaching out to the seller will Z PayPal Courtesy credit Vouchers will be refunded to = This Workdl 
not resolve the issue, customers | your reusable credit as longas they are not yet ie tei me 
can open a dispute online Woy das: amar expired and will be valid only up to 6 months from 0 EER E or 
teammates. = the date it was initially issued. i 
” Completed 
ENEEEEEEEEENEEEEEEEEEENEEEEEEEEEEEEHEENEN Payments. 








Who can issue a refund? Only the receiver of the money. ; Things to remember about Refunds: will Nae aes for Refund 


eee eee eee eee eee eee ee 


Until when cana The receiver has 180 days from the x 
receiver issue a refund? transaction date to issue a refund. F 


' Refund has beenissued, butthe bank is still processing 
it. It usually takes 3 to 5 business days for the money to 
arrive. The refund will post as'Completed' when the 
transfer in has cleared. 





References: me Ss If the receiver would like to issue a 
a © _ refund on a transaction that is mare 


SOL4061 — All About than 180 days, route them tothe : : 
: Refund lete. Th ha dited to t 
Refun =- Send Money option. efund is complete e money has been credited to the 


original form of paymert. 


oe a a ee a ee ee ee a a 
a 


= The refund is paid from your PayPal 
; Account Balance. If your PayPal 
Una BERS WG gomg KS Account Balance is not enough to 
get the money ifa cover the refund amount, the entire 
refund will be issued? amount will be taken from the 
Primary Bank Account linked to your 
PayPal Account, and will be 
processed as an eCheck. 





REFUNDED OR 
PARTIALLY REFUNDED 


Refund was sent before your original payment cleared your 
bank. This usually takes 3 to 5 business days to process and 
the refund will be credited to your bank account once 
complete. 





TEMPORARY HOLD 


https://paypalcs.my.trailhea 
d.com/trails/ 


Refund has been sent and completed onthe seller or 
recipient's side. If you paid with your bank account, you 
still may not see the money asit can take an additional 3 to 
5 business days to process, even if it's marked as 

\ Completed. 











LEARN: PayPal Global 
SPARK Workflows 


With , teammates will now have the 
option to assist sellers with Full or Partial 
Refund, given that the amount will not 
exceed the available PayPal Balance. 








Teammate Can 


Teammates also have the option to issue a full refund using COMPASS on behaf of 
the seller under Transactions > Payment Status > Issue Refund. 


The pending refund could notbe processed. Please contact 
the sender of the refundfor further information. 








CANCELED 
Refund Timeframes 
Transaction Details 
Refund Funding Payment Total Refund From Marisol Gabriela 
Source Funding Source Timeframe COI Oaai 
o © © 
PayPal Balance PayPal Balance 3 Da EPM zre 
(ins tant) (ins tant) Purchased Refund Refunded 
Initiated 
Bank B nk Estimated Refund Period: 3 to 5 Business Days 
a 
(3-5 Business Days) (3 -— 5 Business Days) 
Refund Destination 
Credit Card . . . T an 
A including PP aee nema Instrument last £50000 30001-2000. 8443 ; 
edit b instant Transfer KEY BANK NATIONAL ASSOCIATION Checking (Confirmed) x-8443 


Credit ansact OTK0842859633141T 
(Up to 30 Days 
(Up to 30 Days 


typically 5 
Business days) 


typically 5 Business ; . . ‘ : : 
days) Refund statuses aren’t changing! Spark will allow you an easier experience to navigate 


questions a customer may have on the status of their refund, though. Spark provides 
you with aclear timeframe on when the refund is expected. 

Debit Card Debit Card 
(Up to 30 Days) (Up to 30 Days) 





govveeettnseeeeeernsseeeneensseeenetnasenenttnaeeeentsnaeeeensnaeeeenaneeeeenanaeeneaanat Issuing Refund 9 «ee ,; 





Debit Card ‘ 
(Up to 30 Days) (7 Business Days + Up 
to 30 Days) 


PayPal Balance PayPal Balance 
(ins tant) (I Business Days) 
Issue a Refund 
Bank Bank 
(3-5 Business Days) (10-12 Business Days) ee 
aaa 
B nk USD 12.00 
a 
Credit Card 
eCheck ea ai, oP Credit Card including 
(7 Business Days) g PP Credit 
Credit . 
(Z Business Days + Up 
(Up to 30 Days ; 
f to 30 Days typically 5 
typically 5 i 
Business days) Business days) 
: determines whetherthe seller/receiver has enough funds to cover the refund. will also provide 
Debit Card : _ the option to teammates to assistcustomers with Full or Partial Refund. 


Remember: The full refund amount willbe taken out ofthe Bank Account ifthe PayPal Balance will not be 
sufficient to cover the refund. In this scenario, you have to walk the customer thru, in processing the refund. 


Intent: Payment Decline SPARK & Negative Balance 


VES cio I heve mespiive eee ch > A refund was issued on your behalf to cover a 





When it comes to Payment Declines, customers experience two types: Risk Declines and Non-Risk 


Declines. buyer complaint. 

Risk Declines are triggeredinternally by PayPal’s system to reduce loss. Non-Risk Declines can be > You tried to makea 

triggered by other partiesinvolved in the transaction (Card Issuer, Merchart, etc.). The payment declines payment using your bank N A t that 't eliaible for Selle P ti 
workflow reviews this information automatically for you to provide you with the best resolution available for account, but your bank was Cee ee oe ens cea 


the customer. having technical problems was reversed. 


or there wasn’t enough 
money in your account to > An unauthorized payment was made from your 
cover the payment. PayPal account. 


SPARK determines that the payment is declined by risk, and will provide you option to resolve the 


decline by running Step-Up Authentication. You withdraw the funds prior to a dispute,the funds will be released backinto your accout 


; balance once the dispute isresolved in your favor. 
Adding phone 


number during 
SUA no longer 
requires you to 
open another 
Workflow. 


1 Negative Balance Inquiry 


Balance in USD 


Batance in 


-past 5O deye 


Additional decline types may not offer the option to resolve by running Step Up. Although these decline 
types will not provide you an option to override through Step Up, you will notice that SPARK will help you to 
navigate the customer contact by providing you additional details and infomation on the decline within 
your case. 


te se yen wans tee praeesse 





Scripting for Payment Decline 


SPARK will provide the details of the Negative Balance aswell as the details ofthe transactions that 
might have causedthe Negative Balance. It will then provide you the option to Add Money for the 
customer using the eligible financials available onthe account, or Transfer the customer to Collections 


If you are unable to ovewide a decline with Step Up, amd there are no importart pieces of 





information to support the customer’s decline, scripting in Spark will provide you with 
talking points to give to the customer. 


References: 
SOL1035 - How do Iresolve my negative balance? 
Powered By: VXI Training Manila SOL1912 — Why dol have a negative balance? 





Refunds, Negative Balance & Payment Decline = 


